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SHA'S MISSION 
Efficiently provide mobility for our customers 
through a safe, well-maintained and attractive highway system 
that enhances Maryland's communities, economy and environment. 


SHA'S VISION 
Providing our customers with a world class highway system. 


SHA'S VALUES 
State Highway Administration employees embrace values that complement our 
vision and mission. These are grouped into four categories: 


We Value Excellence in Our People: 
SHA employees are energetic, loyal, and supportive of one another. We 
encourage each other to reach our highest potential and are committed 
to gaining the skills, knowledge, and training to achieve our goals. 


We Value Excellence in Our Work: 
As a team, we strive to know the needs of our internal and external 
customers. We fulfill commitments in a timely and accurate manner, 
using resources responsibly, and observing all legal, moral, and ethical 
standards. 


We Value Excellence in Our Relationships: 
We value each other's opinions and ideas as well as those of our 
customers. We earn the respect and trust of our internal and external 
customers through fairness, honesty, integrity, and open 
communication. We accept responsibility and are accountable for our 
performance. 


We Value Excellence in Our Work Environment: 
SHA provides a professional environment that is committed to putting 
the safety of its people and customers first. We strive to continually 
improve the workplace by rewarding accomplishments and encouraging 
employee involvement at all levels of the organization. 
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January 31, 2006 
To SHA Employees, Customers and Partners: 


Thanks to the dedication of SHA employees, it is with pride that 
I transmit this report and reflect on the accomplishments of the 
past year and a half. This document reports only a fraction of the 
wide variety of activities that SHA is responsible for and the 
excellence with which they were carried out. 


Fiscal year 2005 was an extremely challenging year as SHA geared up to deliver the largest 
capital program in its history. This record program was a direct outcome of the revenue 
enhancement passed by the general assembly in 2004 and signed into law by Governor Robert L. 
Ehrlich, Jr. 


Although the report focuses on the results from fiscal year 2005, it is worth addressing a few of 
the significant milestones that have been reached since June: 
e Approval of the Final Environmental Impact Statement for the Intercounty Connector. 
e Construction of the new Woodrow Wilson Bridge reached the halfway point and remains 
on time and on budget. 
e Traffic fatalities in calendar year 2005 dropped to an estimated 625, approximately 20 
lower than 2004. 
e Seat belt usage hit an all-time high with 91.1% of drivers and front seat passengers 
buckling up. 
e  Maryland's state highways continued to be maintained at high standards, despite lower 
expenditures in constant dollars than 2002 levels. 
e SHA continues to be recognized as a national leader in environmental stewardship 
activities through its participation in EPA's Green Highways Initiative. 


This year, SHA also made many strides in implementing its Performance Excellence Program. 
We have institutionalized the use of the Business Plan as a management tool throughout all 
levels of the agency. Our Senior Management Team responds to quarterly reviews of 
performance with adjustments to strategies and identification of budget adjustments necessary to 
keep performance on track. All of our employees participated in self-assessments using the 
Baldrige Criteria for Performance Excellence and we are underway with developing plans to 
implement our vision for performance excellence as described in the following pages. Finally, 
SHA began a multi-year workforce planning effort that addresses the succession planning, 
recruitment, retention and employee development needs of our workforce. 


Looking forward to 2006, SHA will continue in high gear as the capital program budget peaks to 
the highest levels ever. We will have some challenges ahead to keep roadways in good condition 
with rising material costs; and, will need to be more vigilant than ever if we are going to reduce 
roadway fatalities statewide at a faster pace. Together, we will continue to achieve excellence in 
Maryland's highways! 


Neil Pedersen 
Administrator 
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Overview of the State Highway Administration 


Maryland State Highway System 


The State Highway Administration (SHA) maintains more than 16,000 lane miles of interstate, 
primary and secondary roads and more than 2,500 bridges. Maryland SHA employees plan, 
design, build and maintain the state's roads and bridges to the highest safety and performance 
standards; while paying close attention to sociological, environmental, ecological and economic 
concerns. As part of the Maryland Department of Transportation (MDOT), SHA is one of the 
most visible arms of state government. Whether clearing snow in the winter or making it easier 


for vacationers to reach the beach in the summer, SHA is a key agency that Marylanders depend 
on to keep them moving. 


MARYLAND HIGHWAY TRAVEL ON MARYLAND 
MILEAGE HIGHWAYS (VMT) 


ESHA 
ElLocal/ Toll 


BI SHA 
Ø Local /Toll 


Although SHA accounts for 17% of Maryland Highway Mileage, it caters to 
68% of the total vehicle miles of travel (VMT) in Maryland. 


Roads on SHA System 
(by lane-miles) 


(9 Interstate 
Maryland Road 
M US Route 


Maryland Roads, US Highways and Interstate Highway lane miles account 
for 67%, 17%, and 16% of the SHA System road network respectively. 
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Overview of the State Highway Administration 


SHA Facilities 


SHA employs over 3,200 people at various locations throughout the state. The Baltimore 
headquarter's office includes planning, engineering, policy and administrative offices. SHA's 
Hanover complex includes an in-house sign design and fabrication facility, an auto shop where 
the SHA vehicle fleet is maintained and the Statewide Operations Center (SOC). The SOC is a 
24-hour-7-day-a-week communication center that is home to the Coordinated Highway Action 
Response Team (CHART) and Maryland's Emergency Operations Center; which is activated for 
emergencies such as snowstorms, hurricanes and homeland security threats. 


DISTRICT OFFICES & SHOPS 


Seven district offices and 28 maintenance shops 
(at least one in each county) handle most of the 
day-to-day responsibilities of constructing and 
maintaining highways in Maryland's 23 counties. 


SHA Funding 


Financing for SHA activities comes from Maryland's Transportation Trust Fund and from 
federal highway funding. These funds are used for everything from planning new roads and 
bridges to building, maintaining and operating existing roads. 


Source of Funding for FY 2005 How We Spent Our Money in FY 2005 


E Capital Expenses 


B Maintenance & 
Operation 
County & Municipality 


E State 


All dollar values are in Millions m Federal All dollar values are in Millions 
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Performance Excellence at SHA 


OUR VISION FOR PERFORMANCE EXCELLENCE AT SHA 


Excellence in all that we do 


SHA’s Vision for Leadership 


SHA leaders establish a vision and values for the organization; set high standards and 
expectations for achieving that vision; empower, enable, communicate with, and motivate 
employees to achieve that vision through action that is both professionally sound and ethical; 
understand and respond to customers’ needs and expectations; and are held accountable for the 
performance of the organization as well as themselves. 


SHA’s Vision for Business Planning and Performance Measurement 

SHA has a business planning process that clearly defines desired outcomes through a series of 
customer-driven goals and objectives with performance targets that measure the progress of the 
organization in achieving the desired outcomes, that are used to manage the organization 
including justifying budgets and staffing levels based on the results being achieved and that are 
used by our employees to measure their progress towards outcomes that we, as an organization, 
have identified are important. 


SHA’s Vision for Process Improvement and Management 

Improvements are continuously made to SHA's key processes in response to SHA's actual 
performance, as measured against planned outcomes; customer needs and expectations; 
innovation opportunities; the performance of benchmark organizations; and changes in legal and 
policy requirements. 


SHA’s Vision for Workforce Planning and Development 

SHA delivers on its business plan through strategic staffing, succession planning, knowledge 
management, and formal and informal learning opportunities that support employees' pursuit of 
professional excellence. 


SHA’s Vision for Customer Communications, Service, and Satisfaction 

SHA listens to and communicates with its customers to determine needs and expectations and 
deliver excellent services and projects. SHA will evaluate customer satisfaction through open 
communication and formal measurement to continually improve. 
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Performance Excellence at SHA 


Performance Excellence Accomplishments for FY2005 


Leadership 
e Directed the use of Leadership Competencies for identifying professional development 
needs in SHA managers. 
e Initiated a major effort to overhaul the SHA leadership training curriculum for 
supervisors and managers. 


Business Planning/Performance Measurement 

e SHA Business Plan performance results were linked to budget requests for the FY 2007 
budget submission. 

e SHA developed Strategic Plans for Environmental Stewardship and Information 
Technology 

e SHA’s offices completed business plans that link to the SHA plan. 

e Quarterly reviews of business plan performance by Senior Leadership matured into 
problem-solving sessions to keep performance on track. 


Process Improvement 
e About half the offices in SHA performed an inventory of key processes and key support 
processes as a foundation for identifying opportunities for improvement. 
e Through Baldrige self-assessments, offices identified processes to improve within their 
office and SHA-wide. SHA is tackling these improvements in a systematic way on a 
priority basis. 


Workforce Planning 

e Senior leadership participated in a strategic visioning session in which they discussed the 
SHA of the 21“ century and the implications on the workforce needs of the future. 

e Conducted office-by-office assessments of current and future workforce challenges and 
organizational issues that affect workforce needs. 

e Completed a pilot for delivering training in a structured environment through the use of 
an SHA University. 

e Identified succession planning priorities for critical positions and groups of positions at 
high-risk for significant loss of expertise due to retirement. 

e Began an assessment and the development of a strategic plan to develop a structured 
approach to Knowledge Management. 


Customer Service and Satisfaction 
e Conducted focus groups with Maryland drivers as input to the next external customer 
survey. 
e Completed a pilot project of a Service Request Management System for the district 
offices to track citizen service requests. 
e Initiated an assessment of internal communication issues. 
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Excellence in Our People and Our Projects 


SHA is Nationally Recognized as a Leader among State Highway Agencies 


Maryland dominated the American 
Association of State Highway and 
Transportation Officials National Awards 
in 2005 (for projects completed in 2004) 
with SHA winning 11 of 33 awards given 
nationwide, including the President's 
Award which is the most prestigious Award 
with only one winner nationwide. 


The 2005 National President’s Transportation Award 
was awarded to SHA’s District 4 Traffic Safety Team 
for demonstrating a 56% reduction in crash rates at 13 
of the most crash-prone intersections in Harford 
County. 


SHA received four Pathfinder (Silver) Awards for: 

e The use of consultant contract tracking system to track contract status and minority 
participation, 

e Creating a safer work zone for highway construction personnel during construction phasing 
of the high-volume multi-lane widening project by The Baltimore Beltway Work Zone 
Team, 

Pavement type selection process using life cycle cost analysis, 
Development of an electronic construction contract change order process. 


SHA received four Trailblazer (Bronze) Awards for: 

e Improving the quality of local public agency appraisals on Federal-Aid projects by 70%, 
e SHA's Integrated Design System, 

e SHA's workplace safety program, 

e “12 Months of Safety" Highway Safety Campaign. 


SHA won two honorable mentions for: 

e Following wind-related traffic incidents, developing better solutions for collecting accurate 
and reliable wind speed data on bridges, 

e Reducing the size of mowable area by 1,000 acres with an estimated savings of $450,000. 
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Excellence in Our People and Our Projects 


SHA Employees Receive Statewide Recognition for Excellence 


Chuck Shue received the Maryland Motor 
Truck Associations’ Safety Management 
Council 2004 Past Chairman’s Award for his 
*...continuous and dedicated efforts to 
improve safety on Maryland highways.” 


Phil Humbertson, District 4 Assistant District 
Engineer, accepted the American Council of 
Engineering Companies (ACEC) Achievement 
Award for Innovative Excellence in 
Engineering Design on behalf of the MD 542 
Loch Raven Streetscape project team. 


Herman Wilkins from the Snow Hill Shop 
and Steve Smith from the Golden Ring Shop 
won Second Place and Third Place, in the 
May 11 Snow Plow/Dump Truck “Roadeo” 
Competition at the Regional American Public 
Works Association Conference and Roadeo. 
SHA's Snow Roadeo is a day for snow 
operators to test equipment, practice snow 
plow skills and answer questions from the 
media in preparation for the winter season. 


can "LI 


Herman Wilkins and Steve Smith were 


First Place and Second Place Winners at 
SHA's Statewide Roadeo Competition in 
the Fall of 2004. 
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Riestertown Road bridge over 1-695 
was dedicated to Earle Freedman in 
honor of contributions during 54 years 
of service. 


Asbury Jones, SHA Team Leader from 
District 1 received a Governor’s Citation for 
his work on SHA’s Safety Management Team 
in the past two years in helping SHA move 
forward with workplace safety. 


SHA’s Safety Management Team won a 2005 
SERMA! Award in the Effective Agency 
Workgroup Program for its Modified Duty 
Program. As a result of their work, SHA has 
experienced a 21 96 decrease in the frequency 
of injuries and a 65 96 decrease in total dollars 
paid in 2004. 


Terry Maxwell and Charlie Adams of the 
Office of Environmental Design received 
Certificates of Appreciation from the 
Department of Natural Resources (DNR) for 
their work in support of DNR's trails network 
through the National Recreational Trails 
Program. 


! State Employees’ Risk Management Association. 
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Excellence in Our People and Our Projects 


SHA Offices are Recognized for Excellence 


SHA won two awards in the National 
Association of Government Communicators' 
(NAGC) 2004 NAGC Blue Pencil Awards 
Competition. 
O First Place for the “12 Months of 
Safety Campaign Kick-off". 
O Second Place for the “Driving in 
Winter Weather" brochure. 


DRIVING IN 


WINTER 
WEATHER. 


A Surdwak Guide 
Second Place NAGC Blue Pencil Award 


The Office of Highway Development was 
honored as an “Employer of Distinction” by 
the Division of Rehabilitation Services, 
Maryland Department of Education, and the 
Maryland Rehabilitation Association. OHD 
received the award for their partnership with 
the Maryland Rehabilitation center in 
employing persons with disabilities. 


A grant from the Maryland Highway Safety 
Office was used by the Motor Vehicle 
Administration (MVA) to coordinate a 
Smooth Operator televised Public Service 
Announcement (PSA) entitled “Office 
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Aggression”. The ad is a parody depicting 
acts of aggressive driving in an office 
environment, and is aimed at raising public 
awareness about the dangers of aggressive 
driving. The ad was broadcast in Maryland, 
Washington, D.C., and Virginia, and was 
recognized with awards from the following 
organizations: 


O Certificate of Excellence from the 
Washington Metropolitan Advertising 
Club. 

O American Association of Motor 
Vehicle Administrators Public Affairs 
and Consumer Education (PACE) 
Regional Award for the Best TV PSA 
Produced by an Advertising /Public 
Relations Firm for 2004. 

o PACE International Award for the 
same category as above. 


The Office of Communications was awarded 
Four Communicator Awards in the 
Communicator Awards 2005 Print Media 
competition. The Communicator Awards 
recognize outstanding work in the 
communications field from throughout the 
USA and several foreign countries: 


o Crystal Award of Excellence in the 


Employee Publication / Internal 
Communications category for 
“Maryland Roads” 

o Award of Distinction in the 


Marketing/Promotion/Campaign 
category for “12 Months of Safety” 

o Award of Distinction in the 
Writing/News Release category for 
*Maryland Remembers" Press Release 

o Award of Distinction in the 
Writing/Speech category for “Zero 
Bound" Traffic Safety Speech. 
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HIGHWAY SAFETY 
To Improve Highway Safety in Maryland 


How Well We Did 


Maryland Statewide Fatalities 
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Number 


Highway fatalities continue their steady 
decline. The improving trend on the 
number of fatalities is encouraging, 
especially in light of continuing increases 
in vehicular traffic. It is estimated that 
there were 625 fatalities in calendar year 
2005, down from 661 in 2002. 


Maryland Statewide Injuries 
62000 
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Continuing the downward trend, some 
53,800 persons were injured in 2004 
which is on track to reduce injuries below 
the 2006 target of 55,000. 


Fatality 


Percent 


Pedestian Fatalities and Injuries 
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With the lowest pedestrian fatality and 
injury rates in 5 years, both are on 
track to achieve 2006 targeted 
performance to reduce levels to 90 and 
2,400 respectively. 


Percentage of front Seat Belt Users 
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Marylanders are buckling up in record 
numbers! Seat belt use for front seat 
occupants for calendar year 2005 was 
observed to be 91.196, continuing the 
steady increase over the past 5 years. 
This equates to an additional 79,800 
Maryland motorists now buckling up just 
in the past year. 
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HIGHWAY SAFETY 
To Improve Highway Safety in Maryland 


Number of Work Zone related Fatalities 


e Montgomery County on: 
15 o MD 124 at Great Seneca Highway 


E o US 29 at MD 198 
5 us o 1-270 at Middlebrook Road 
, o MD 390 at East West Highway 
o MD 195 streetscape in Tacoma Park 
0 
2000 2001. 2002, 2003 2004 e Prince George's County on: 
o US 301from Crain Hwy to Osborne 
Maryland has seen a decrease in work Rd 
zone fatalities over the last five years. A o MD 202 at Brightseat Rd 
few serious crashes in work zones in 2004 o MD 14 at St. Barnabas Rd 
resulted in a slight increase this year. SHA o MD 410 from Belcrest Rd to MD 500 


continues a comprehensive work zone 
safety inspection program where projects 
are consistently receiving more than 9096 
"A" or "B" ratings. 


e On the Upper Eastern Shore on MD 404 
at MD 309 and US 40 at Whitehall Rd. 


e In Western Maryland on MD 135 at MD 
What We Did To Get There 825B 


Engineering: 


In fiscal year 2005, over $30 million was 
invested statewide in intersection safety 
projects that resulted in more than a 50% 
reduction in crash rates at dozens of 
intersections around the state 


Top Safety Projects completed in FY 2005 : 


e Baltimore and Harford Counties: 
o MD 166 at Highfields Drive 


o MD 140 at Franklin Boulevard Roundabouts save lives! Fatal crashes 
o MD 45 Streetscape have consistently been eliminated following 
the installation of roundabouts. The statistics 
also show a 100 percent reduction in fatal 


e Frederick, Howard, Carroll Counties: 


o MD 27 at Sam's Creek Rd crashes, an 86 percent reduction in the rate 
o MD 833 at Lower Beckleysville Road of crashes with injuries and a 68 percent 
o MD 85 North of Spectrum Drive reduction in the overall crash rate at 
o MD 108 at I-95 Ramp intersections after construction of a 
o MD 30 Through Manchester roundabout. 
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HIGHWAY SAFETY 


Engineering: (cont.) 


e Guidelines were completed for a new 
program to perform safety audits on 
projects. The guidelines are to be used to 
train SHA and county employees. 


e "No longer necessary" signs were 
removed from roads whenever possible to 
reduce driver confusion. 


e Crash reduction measures were identified 
on a district-by-district basis to further 
reduce statewide crash rates using tools 
such as Geographic Information System 
maps of pedestrian crash locations to 
identify locations where preventive 


measures will have the most benefit. 


oo i ia - ^ së vr 
wie 


Activated the Fog Warning System along 
l-68 from Allegany to Garrett County. The 
cost effective design and installation received 
national exposure at the 2005 National 
Highway Visibility Conference. 


Education 


e Developed and distributed a new 
“Traveling Safely with Grandkids” 
brochure. 
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To Improve Highway Safety in Maryland 


media 


It or Ticket” 
campaign included the use of overhead 
roadway variable message signs, with a 
special emphasis on young male drivers. 
This program is one of the factors that helped 


Maryland’s “Click 


raise seatbelt usage in Prince Georges’ 


County from 76% to 89% which is a 
significant accomplishment. 
e Coordinated a “border to border" 


checkpoint event in conjunction with the 
National Traffic Safety Administration’s 
national kick-off of the “You Drink, You 
Drive, You Lose” campaign. 


e As role models for the driving public, 
SHA initiated an employee awareness 
effort to inform SHA workers about safe 
driving habits and the benefits of wearing 
seatbelts. Several field offices achieved 
100% seatbelt usage and this effort has 
resulted in over 90% seatbelt usage 
agency-wide. 


e FY 2005 safety awareness events included 
a Checkpoint Strikeforce press 
conference, a Young Driver/Back to 
Basics display at the State Fair and a 
School Bus Law press release jointly 
sponsored with the American Automobile 
Association. 
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HIGHWAY SAFETY 


To Improve Highway Safety in Maryland 


Enforcement 


The Maryland Highway Safety Office 
continues to provide grants for training to 
law enforcement personnel on traffic 
safety issues. By the end of FY 2005, 
unprecedented numbers of law 
enforcement agencies participated in these 
programs. 


SHA installed a 
inspection station on 


truck weigh-and- 
I-270 in 


Montgomery County. Statewide, nearly 
50% more inspections of trucks were 
conducted to achieve greater compliance 
with required safety regulations. 


The Checkpoint Strikeforce program to get 


impaired drivers off the road continued in full 


force this past year. 


For example, from 


October 2004-July 2005, 86 checkpoints 
were held which came in contact with more 
than 42,000 motorists. 
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Continued to provide funding for the 
Chief’s Challenge Campaign with local 
law enforcement agencies that resulted in 
996 more citations issued for violating 
safety belt usage requirements than in the 
previous year. 
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SHA introduced an Internet-based 
Hauling Permits System for 
Oversize/Overweight vehicles and 


improved service for permit customers 
across the U.S. 


SHA worked with MVA and interest 
groups to develop a package of bills to 
improve the safety record of teen drivers 
that was approved in part by the 
Legislature in 2005. 


Initiated activities to further improve work 

zone safety: 

o Over 3,000 work zones inspections 
were completed in calendar year 2004. 
The average rating achieved was “B+” 
(88%). 

O Supported additional law enforcement 
in work zones. 

o Hosted the National Work Zone 
Safety Awareness Press Conference. 
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MOBILITY AND CONGESTION RELIEF 


To Improve Mobility for Our Customers 


How Well We Did 
Total user cost savings 
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Maryland's Drivers. SHA-led incident 
management activities which reduced 
delays due to incidents by 32 million- 
vehicle-hours. This corresponds to a 
direct savings benefit of $526 million. 


Annual percent of reduction in 
arterial delay due to signal retiming 


Percent 


2001 2002 2003 


Fiscal Year 


2004 2005 


Reducing Delay at Intersections. A 
continuous effort to reduce delay along 
arterial roadways successfully reached 
the 1096 target by completing 9396 of the 
signal retiming intended. 
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Roadway center-line miles with an 


acceptable BLOC* 
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2002 2003 2004 2005 
Fiscal Year 
Improving Bicycle Travel on state 
highways. SHA exceeded the 


performance target of 8096 one year 
ahead of schedule, with the addition of 
almost 300 miles of designated bike 
lanes this year. 


* BLOC - Bicycle Level of Comfort 


Percentage of roadways with 
sidewalks in urban areas 


2002 2003 2004 


Calendar Y ear 


2005 


Increasing Pedestrian Access in Urban 
Areas. SHA reached a record high of 
2696 of roadways in urban areas with 
sidewalks, exceeding our performance 
target of 2096. 
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What We Did To Get There 
Managing Delay 


e It is estimated that CHART! service 
patrols prevented 384 potential incidents 
in calendar year 2004, provided 24,008 
motorists assists and responded to 17,346 
incidents. 


CHART 


Expanded and 
communications: 
o By 7 workstations/centers in FY 2005 
o To control and access MdTA cameras 


upgraded 


o To pilot Closed-circuit TV (CCTV) 
cameras in Annapolis and on the 
Baltimore/Washington Parkway in 
partnership with other agencies. 


e SHA Secured joint federal funding, along 
with the Maryland State Police, to procure 
a Multi-Jurisdictional Mobile Command 
Unit and to implement the Maryland 
AMBER Program. 


e SHA/CHART has taken the lead in 
managing the Baltimore Multi-Modal 


! Coordinated Highway Action Response Team. Its 
mission is to improve "real-time" operations of 
Maryland's highway system through teamwork and 
technology 
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MOBILITY AND CONGESTION RELIEF 


To Improve Mobility for Our Customers 


Travelers Information System Project 
which provides integrated traffic data 
from CHART, 911 calls and cell phone 
probes. 

e Completed agreements with private sector 
companies to install privately owned 
traffic detectors on state highways in 
exchange for access to state right-of-way. 


e SHA is implementing a “get-in/get-out” 
approach to projects where it makes sense 
to reduce the amount of delay drivers 
experience due to construction 
O Slide Repair at Mount Savage was 

scheduled to limit the road closure and 
detour to 35 days. The project 
finished 10 days early. 

o Utilized temporary traffic signal at 
MD 410/Edgevale culvert 
reconstruction that reduced 
construction time by 4096 during rush 
hour, and saved SHA $400,000. 

Provide 


Delivering Projects that 


Additional Capacity 


Started $30 million construction work on the 
MD 5 Hughesville Bypass project that will 
eliminate major commuter delays that affect 
all of southern Maryland. Work commenced 
on October 2004. The project is on time and 
budget with 22% complete by June 2005. 


Bids were opened to contractors on the $50 
million project to provide a grade separation 
carrying CSX Railroad over MD 450 in 
Bladensburg near Peace Cross. The 
completion of this project will eliminate an 
at-grade crossing which now causes 
several-mile backups because of the length 
and number of trains passing this area each 
day. 


January 2006 


The Woodrow Wilson Bridge project was 
featured on the Discovery Channel this past 
year as one of six construction wonders of the 
world. Despite numerous challenges along the 
way, the project has remained on schedule 
and within budget, something that can rarely 
be said about large public works projects 
worldwide. The first concrete deck placement 
was performed in April 2005. Construction 
was 3896 percent complete at the end of the 
fiscal year on this $2.45 billion replacement 
of the Capital Beltway bridge across the 
Potomac River. The project team has hosted 
visitors from nearby states, and visitors from 
as far away as Dublin, Ireland. 


Approval was received for the Location and 
Design for: 


e [-495 Greenbelt Metro Access in Prince 
George's County 


e MD 97 (Brookville Bypass) in 
Montgomery County 

e MD 210 Improvements in Prince 
George's County 

FY2005 Annual Report Page 14 


MOBILITY AND CONGESTION RELIEF 


To Improve Mobility for Our Customers 


[CC Information [88 
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The $2.4 billion construction of the 
Intercounty Connector (ICC) project is 
proceeding on schedule. 


e Draft Environmental Impact Statement / 
Section 4(f) Evaluation completed, 
approved and distributed for comment. 

e A Conceptual environmental mitigation 
and stewardship plan was agreed to. 

e A locally preferred alternative was 
identified. 

e A variety of technical studies were 
performed by the SHA and consultant 
teams such as planning and design for 
highway management and operations 
equipment and hydraulic analyses for 27 
major water crossings. 


During fiscal year 2005, we worked on 
development of projects at 18 congested 
intersections through our Congested 
Intersection Improvement Program. 


January 2006 


MOBILITY AND CONGESTION RELIEF 


To Improve Mobility for Our Customers 


Design was completed on the following 
projects and they were advertised for 
construction to begin in Fiscal Year 2006: 


e 170 / MD85 Interchange, MD 355 and 
East Street: the project will relieve traffic 
congestion and provide a new gateway 
into the City of Frederick. 

e MD 5 Metro Access from Auth Way to 
South of 1495 / 195 (Phase I): the project 
will improve the traffic flow at the I-495 
interchange and county roads resulting 
from increased traffic from Metro Station. 

e MD 30 from South of Wolf Hill Drive to 
North of Hampstead: the project relieves 
congestion in the town of Hampstead. 

e MD 404 South of Double Hills Road to 
South of Sennett Road: the project 
improves safety and increases capacity for 
beach traffic. 


MD 216 Relocated from US 29 to 195: the 


project relieves through-traffic volumes on 
local roadways by providing a connection 
between US 29 and 195. 
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Construction was completed on the following 
projects: 


MD 216 Relocated from US 29 to I95: the 
project relieves through-traffic volumes 
on local roadways by providing a 
connection between US 29 and I95. 
Reconstruction of MD 195 from MD 193 
to Garland Avenue, a $3.5 million project 
Reconstruction of MD 188 from MD 190 
to Moorland Lane, a $2.8 million project 
Reconstruction of the US 50 interchange 
at Columbia Park Road and South 
Minnesota Avenue, an $8 million project 
Reconstruction of the MD 410 
intersection at MD 185, a $2.6 million 
project 

Widening of MD 28 from Riffle Ford 
Road to Great Seneca Highway, a $20 
million dualization project. 

Reconstruction of the I-270 West Spur at 
Democracy Boulevard and West Lake 
Terrace, a $17 million project in 
Montgomery County. 

Reconstruction of MD 117 from I-270 to 
Summit Avenue, a $7 million 
reconstruction project that included a new 
Park & Ride Lot. 

Construction of MD Rte. 32 at Canine 
Road Interchange, a $13.8 million that 
removed the traffic signal at Canine Road 
and Emory Road, freeing traffic flow and 
increasing safety on MD 32 in Anne 
Arundel County. 

Replacement of a 2-lane bridge with a 
new 4-lane bridge on MD 174 over I-97 in 
Anne Arundel County. This $ 7.8 million 
construction increased capacity and 
prepared for additional volumes of 
motorists with the opening of a large 
adjacent commercial development. 
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MOBILITY AND CONGESTION RELIEF 


To Improve Mobility for Our Customers 


Providing Accessibility SHA continued expanding park and ride 
facilities to promote carpooling and access to 
e Increased the amount of sidewalks on transit: 


HA 428 miles. 
SEUCIQUISSI Dy a20 nes e Advertised the park and ride lot expansion 


as a design-build project along the 
Truman Parkway. 


e Constructed a new park and ride lot along 
1270 and expanded a county lot to create a 
total of 510 new spaces in Montgomery 
County. 


Continued to make excellent progress in 
completing sidewalk retrofit projects 


e SHA began a major initiative to address 
new ADA Accessibility Guidelines 
developed by the US Access Board in 
2004: 


o Formed an SHA ADA Steering 
Committee 


Providing designated bicycle 


o Developed an internal ADA Strategic routes has been an active initiative 


plan o Designated a 3.4 mile bike route along 
MD 28 between Riffleford Road and 

O Identified staffing and funding MD 119 in Montgomery County. 
implications for full ADA Compliance o Signed/marked 20 miles along the MD 
. 2 corridor as a bicycle route from MD 
o Began assessing projects for ADA 214 to MD 2/4 in Anne Arundel and 

Compliance and taking corrective Calvert County. 

actions. o Completed the designation of US 219 


bike lane in Garrett County. 
o Converted more than 300 miles of 
shoulders to bike lanes. 
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SYSTEM PRESERVATION AND MAINTENANCE 
To Maintain A Quality Highway System 


How Well We Did 


Percentage of roadway mileage with 


acceptable ride quality condition 
100 


90 
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70 


60 
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“96 ^97 ^98 ^99 ^00 ^01 “02 “03 “04 ^05 
Calendar Year 

Maryland is a leader in road quality. 
Despite budget challenges due to high 
cost of materials in 2005, Maryland's 
pavements maintained an 8296 rating for 
ride quality. 


SHA Bridges 
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The number of SHA bridges increased 
this year, yet there are fewer than 6% 
structurally deficient. 


e The quality of bridges overall improved 
with the use of additional funds available 
in fiscal year 2005. SHA was able to 
continue to maintain 100% of bridges on 
the National Highway System to handle 
all legally loaded vehicles. 


e Peer reviews of SHA roads indicate that 
line striping is acceptable 95% of the time 
and signs are functioning 96% of the time. 
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System Preservation Performance 
100% 


95% 


90% 


85% 


80% 


75% 


> E o > o > v 
BTarget | & v £ h U mo FSV uH 

z f HE go zo EE = o 
Bvaue |S j g SS Sg tes = F 

oD p= O E C "c C "ob o c 

zÉEÉE o d o o E Os 2 

T oa Za m 

me 


In fiscal year 2005, SHA met or exceeded 
our business plan targets in three of the 
seven key maintenance areas on SHA 
highways: 

e 91% of lights in operational condition 

e 9096 with acceptable drainage 

e 86% in acceptable appearance 


Hours to regain bare pavement after 
a winter storm 


Hour 
OR NW »co0.- co 


2004 2005 2006* 


FiscalYear WinterSeason 


SHA districts, on average, were able to 
reach bare pavement on all interstate 
and primary highways in 2.3 hours, well 
within the performance standard of 8 
hours. The statewide success rate for 
achieving the performance measure was 
93%. The success was even more 
impressive since it included all storms, 
including those in Garrett County and with 
snowfalls in excess of 8 inches. 


* Partial data through December. 
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To Maintain A Quality Highway System 


What We Did To Get There 


Bridges 

e Additional transportation funding was 
completely utilized to address many major 
bridge structural deficiencies in FY 2005. 


e Advertised for repair or replacement of 13 
bridges that were listed as structurally 
deficient in FY 2005, continuing the 
downward trend from 139 structurally 
deficient bridges in 1998 to only 104 in 
FY 2005. 


e Initiated a major $30 million preventative 
maintenance effort that will prolong the 
life of 30 bridges on 1-695 and MD 702 
near Essex and Dundalk in Baltimore 
County. 


e Began construction of a $7 million project 
to strengthen 178 supports on the MD 90 
bridges over Assawoman Bay and St. 
Martins River, structures that provide the 
main access to Ocean City. 


Bridge Inspection is completed ahead of 
schedule to keep bridges in excellent 
condition. 


SYSTEM PRESERVATION AND MAINTENANCE 


e Completed the replacement of the 1-495 
Bridge over MD 187 and the bridge deck 
of US 29 over 1-495, projects costing $7 
million and $3.5 million respectively. 


Began the $28.5 million bridge rehabilitations 
on MD 70 (Rowe Blvd.) over Weems and 
College Creeks. The project has had little 
negative effect on traffic flow even though it 
is the major access into the state capital. 


Bridge Rehabilitation project, I-70 over 


Great Tonoloway Creek. 
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Pavements 


e Improved skid resistance including MD 
28, MD 501 and MD 198 to reduce 
crashes. 


e Completed roadway resurfacing on nearly 
800 lane-miles of roadway. 


SHA’s focus on repairing potholes within 
24 hours of a customer’s request, is 
producing good results. In the past year 
we have seen a 10% improvement in 
response rate in that 9596 of potholes were 
repaired in 24 hours. 


e  Pursued several new techniques to 
improve pavement quality such as: 

O Verifying the quality of aggregate at 
source and buyer locations. 

O Using petrographics to fingerprint 
aggregate composition in an effort to 
better flag changes in aggregate 
quality. 

o Doing research on the use of a polish 
value test for the skid resistance 
quality of aggregates. 

O Meeting with all suppliers of high- 
polish aggregate to discuss changes in 
their business and supply that could 
impact the availability of high polish 
stone for MDSHA. 
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SYSTEM PRESERVATION AND MAINTENANCE 
To Maintain A Quality Highway System 


O Partnering with industry to evaluate 
the hot-mixed asphalt specification 
and recommend changes that will 
result in improved material. 


Roadway Maintenance 


pus 
HARLEY-DAVIDSON/BUELL y 


ANNAPOLIS NEXT 1 MILE 


SHA began the Sponsor-A-Highway 
program. By the end of the fiscal year, four 
sponsors were under contract to provide 
maintenance services and the number is 
rapidly growing. 


e During the 2004/2005 winter season, SHA 
shops, on average, fought 9.8 storms with 
an annual snowfall of 30.4 inches. 
Statewide, there were 13% more storms 
during the 2004 winter season than during 
the average of the five previous seasons. 
The Keyser’s Ridge (Western Maryland) 
Shop reduced the most snow with 29 
storms and 142 inches of snowfall. The 
Salisbury Shop (Eastern shore) fought 7 
storms with 13.5 inches of snowfall, an 
unusually high snowfall for that region. 


i P 


PL an Z <. 
SHA clears snow on roadways in record 
time. 
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SYSTEM PRESERVATION AND MAINTENANCE 


To Maintain A Quality Highway System 


e SHA geologists and maintenance forces 
worked to dislodge an imminent landslide 
mass that was threatening MD 135. The 
operation involved closing the road and 
initiating a controlled land slide. 


e Picked up 11,700 truckloads of litter from 
Maryland’s highways. 
Facility, Equipment and 


Communications Maintenance 


e Completed installation of Talbot 911 


Center for connection to CHART Em 


d | 
Network via Microwave Completed new salt storage facilities at 
Communications. This microwave link Leonardtown and Tracy’s Landing that 
saves CHART $8,000 per month by not increased salt storage capacity while 
leasing long distance connectivity from replacing aging and deteriorated domes. 


Verizon. This is the first operation center 
on the Eastern Shore ever to be directly 
connected to the CHART system. * 


e Completed initial statewide building 
condition survey including all SHA 
offices, maintenance shops and 
welcome/rest areas. This was the 
critical first step in the establishment of 
a facilities management program. 


e Replaced the Emmitsburg Welcome 
Center with a showcase-themed welcome 
center. The Center opened to the public in 
Summer 2005. 
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Identified ten salt structures in need of 
replacement based on a condition 
assessment coupled with a strategic needs 
assessment. This will increase salt 
capacity by 1596, providing a cushion 
against unanticipated East Coast salt 
shortages, and at the same time, 
significantly lower the average age of 
SHA's salt structures. Construction on 
two of the ten structures was completed in 
FY 05, two more are currently under 
construction, and the remaining six are in 
the design or advertisement phase. 


With fewer personnel, SHA processed 
the procurement of over $12 million in 
vehicles and equipment during the 
fiscal year. 
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EFFICIENCY IN GOVERNMENT 


To Improve Efficiencies in Our Business Processes in a Fiscally Responsible Manner 


How Well We Did 
e Actual operations program expenditures Number of Lost Work Days per 100 
were within one percent of budgeted m Employees 
amounts. 
50 
e Actual capital program expenditures were pd 


within 3.396 of budgeted amounts despite 
a large increase in the capital program as a 
result of FY 2004 revenue increase. 10 


Percent 


e SHA Contained A&G expenditures within 1995 1997 1999 2001 2003 2005 
Calendar Year 
496 of target. 


SHA's workplace safety program is 
showing excellent results for the fourth 


Invoices paid on time monthly year in a row. SHA has initiated a major 


od effort to raise awareness among 
Bo employees about safe driving habits to 
94 reduce the likelihood in the future of 
g 92 injuries caused by motor vehicle crashes. 
9 90 
a 88 * increase in work place injuries due to 5 motor 
5 vehicle crashes resulting in 681 workdays lost. 
82 
80 
2000 2001 2002 2003 2004 2005 : , 
Fiscal Year SHA Maintenance Expenditure per 
: Lane Mile 
Out of approximately 100,000 Vendor 9200 
invoices SHA receives each year, 9000 
: : 8800 
98,900 were paid on time. 8600 
= 8400 
'6 8200 
" 8000 
e Furthermore, SHA processed 99.8 96 of 7800 
construction contractors' monthly 7600 
payments within 14 days of receipt. mM 


1998 1999 2000 2001 2002 2003 2004 2005 
Fiscal Year 


Held maintenance expenditures below 
the 2002 levels for the third year in a 
row. 
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EFFICIENCY IN GOVERNMENT 


To Improve Efficiencies in Our Business Processes in a Fiscally Responsible Manner 


Mowing Expenditures Lane Miles per Maintenance Worker 
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SHA's district offices continued to SHA is continuing the trend of 


reduce mowing costs in FY2005 by 
planting trees, seeding with native 
meadowland plants and allowing natural 
regeneration. 


maintaining high level of quality on 
our system with fewer workers on 
the road. 


Maintenance Operating Budget Percentage of Contract Work 
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In 2005, SHA continued to outsource a high proportion of roadway maintenance activities. 
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EFFICIENCY IN GOVERNMENT 


To Improve Efficiencies in Our Business Processes in a Fiscally Responsible Manner 


What We Did To Get There 


Efficiency in Financial Management 


FY2005 Annual Report 


During FY2005, SHA reduced the 
Accounts Receivables outstanding greater 
than 90 days by 7096 by working with 
several large entities to resolve a variety 
of billing issues and secure payment of 
outstanding invoices. 


Recovered $1.2 million from consultants 
for overhead audit adjustments in Fiscal 
Year 2005. 


A high priority was placed on insuring 

that high-quality financial controls are in 

place for the Intercounty Connector 

project through such activities as: 

o hiring an Audit consultant 

o conducting surveys for the invoice 
verification and controls processes for 
A&E consultant payments 

o interviewing Project and Contract 
Managers working on the ICC Project 
to discuss invoicing practices, best 
practices, and compliance with 
policies and procedures 

o developing a risk-assessment 
framework for consultants working on 
the ICC Projects. This framework 
provides an on-site visit process to 
ensure that the consultant’s internal 
billing structures are in compliance 
with policies and procedures. 


SHA . conducted Internal Controls 
Assessment Audits for 32 locations 
throughout SHA, to assess basic internal 
controls for financial and procurement 
activities and make recommendations to 
correct any weaknesses. 
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Improved control of credit card purchases 
by reducing the number of credit card 
holders from 353 to 256, a 27% reduction. 


In Calendar Year 2004, SHA’s MDOT 
Payroll Section successfully implemented 
an on-line leave access program. This 
program allows all MDOT employees the 
ability to view their current leave balances 
on-line. 


For calendar year 2004, SHA increased 
the number of employees required to file 
Financial Disclosure statements from 400 
filers to 816 filers; and, implemented a 
tracking system internally to maintain this 
list and notify employees of the 
requirement to file. 


Trained and certified 256 employees in 
small procurement procedures. This 
training provides the necessary framework 
for conducting small procurements, 
provides for continuity of processing 
requirements while ensuring compliance 
with State Procurement Regulations and 
SHA’s internal procurement policies. 


Provided internal controls training for 362 
managers (various levels) throughout 
SHA and arranged for the State Ethics 
Commission to provide Ethics training for 
620 SHA employees. 


SHA continued vigilant oversight of funds 
used by local governments such as the 
Local Public Agency Program. 
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EFFICIENCY IN GOVERNMENT 


To Improve Efficiencies in Our Business Processes in a Fiscally Responsible Manner 


Efficiency in Administrative Process 
Management 


e Reduced the Interview Summary Form 
turn-around time by incorporating 
document scanning and email 
notifications. 


e Successfully maintained an average 30 
day turnaround time on all reclassification 
actions. 


e District 7 Processed 536 permits with 
94% processed within five days or less; 
95% is our target. 


e 99.92% network uptime during normal 
business hours. In conjunction with 
MDOT, helped ensure a stable network, 
exceeding the goal of 98% availability for 
our customers. 


e With fewer personnel, SHA processed the 
procurement of over $12 million in 
vehicles and equipment. 


Outreach to Minority and Disadvantaged 
Businesses 


e The number of MBE waivers granted 
during FY 05 fell from 16 in FY 04 to 10. 
This represents a 37.5 percent decrease. 


e EXPO 2005 was very successful. Over 


550 people participated in 15-20 work 
shops. 
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Efficiency in Project Management 


Exceeded internal Business Plan 
Objective to “Annually maintain the 
average days between bid letting and 
Notice to proceed at 80 days or less.” For 
FY 05, the average days were 77. 


The average number of projects partnered 
increased from 70% in FY 04 to 72% in 
FY 05. During the second half of FY 
2005 the number of active construction 
projects partnered increased from 66% to 
78%. 


Agreement was signed between PEPCO 
and SHA to place two PEPCO engineers 
in District 3. The Process was developed 
and an initiative has been implemented. 
The Process is being evaluated. District 3 
Utility section issued 890 permits in 2004 
and provided inspection services on these 
Utility permits and on 80 Engineering 
Access permits. Held a Utility 
Roundtable Meeting with the utility 
companies in the district to identify areas 
of possible process improvements. The 
District 5 office processed 10096 of utility 
permits in under 5 days. 


District 7 Saved $50,000 on a project in 
Sykesville by revising the proposed storm 
drain system that reduced the impacts to 
BG&E's gas main relocations 
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EFFICIENCY IN GOVERNMENT 


To Improve Efficiencies in Our Business Processes in a Fiscally Responsible Manner 


Employee Development 


FY2005 Annual Report 


Helped multiple SHA CDL operators 
maintain or regain their USDOT medical 
qualifications (which are necessary to 
maintain a CDL). 


Formally introduced WoRkLiFe to SHA 
and hosted SHA’s first WoRkLiFe Fair, 
(blood pressure, prostate screening, skin 


Successfully implemented and completed 
an E-Learning Pilot Study. This is a top 
accomplishment because the use of 
technology for employee training & skill 
development is becoming of increasing 
importance. 82% of participants were 
satisfied with the e-learning experience 
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of increasing importance as SHA deals -m See so 


with issues related to the aging population 
of its employees. 


After 3 emotional trauma interventions 
following work zone tragedies in the last 6 
months of fiscal year 2005, SHA formed 
an emotional trauma team to generate 
guidelines and/or policy for responding to 
SHA emotional trauma cases. 


Employee development programs from 
Engineering Technician Development 
Program, a 4-year program emphasizing 
college enrollment, to the Advanced 
Leadership Program, a two year 


Select your choice: Sign On 
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Extensive training and certification was 
completed for Maintenance personnel: 


leadership training program for middle to o 865 Facility Maintenance 
upper level managers, continued to Technicians (FMT) performed 
thrive. Heavy Equipment tests 


Performance Excellence Training and 
Recognition Conference held on 
November 5" 2004 was attended by over 
300 employees. 
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O 153 Mechanic/Painter tests 

O 19 Shop Administrative Technician 
tests 

O 107 employees attended Snow 
College Roadway Winter Operations 
training 

O 40 employees attended Emergency 
Communications training 
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EFFICIENCY IN GOVERNMENT 


To Improve Efficiencies in Our Business Processes in a Fiscally Responsible Manner 


Efficiency in Workforce Management 


e The Office of Materials and Technology 
has awarded a new concrete cylinder 
testing contract to two laboratories to 
support reorganization plans and 
developed a final draft of a full laboratory 
testing contract that will allow us to fulfill 
the remainder of the reorganization. 


e Due to the high percentage of our 
managers eligible to retire in District 2, a 
leadership/succession program was 
developed working with a local 
community college. 


e SHA's Safety Management Team-- As a 
result of their work, SHA has experienced 
a 21 96 decrease in the frequency of 
injuries and a 65 96 decrease in total 
dollars paid in 2004 due to its Modified 
Duty Program. This is SHA's first written 
safety policy and procedures manual and 
supervisor safety training program. 
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ENVIRONMENTAL STEWARDSHIP 


To Develop and Maintain MD State Highways in an Environmentally Responsible Manner 


How Well We Did 


e Met 10096 of environmental 
commitments, based on results of project 
close-out meetings. 


Recycle Recycle 
Cans Paper 4 


e Offices and Districts throughout SHA 
established Environmental Stewardship 
Plans which include targets for increased 
recycling, decreased use of water, 
electricity and auto fuel. 


o District 1 Office recycled 21 pounds 
of aluminum cans and 3.5 tons of 


paper. 
e Maintained 100% of Preservation Priority 


Historic Bridges so that their preservation was 
not in jeopardy. 


o SHA Headquarters Complex increased 
recycling by 12 %, reduced solid 
waste disposal by 25% and reduced 
water consumption by 20%. 


o Recycled every available resource 
through out the Hanover Auto 
Facility, such as tires, motor oil and 
filters, metal, etc. 
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ENVIRONMENTAL STEWARDSHIP 


To Develop and Maintain MD State Highways in an Environmentally Responsible Manner 


What We Did To Get There 


Meeting our Environmental Commitments 


FY2005 Annual Report 


SHA implemented a new Erosion and 
Sediment (E&S) control quality assurance 
rating system and created an E&S 
Construction Environmental Stewardship 
Plan/Manual for use on construction sites. 
The new rating form was used for the first 
time in the summer of 2005. 


Individuals were assigned to monitor 
environmental compliance on all detail- 
build (projects designed and built by the 
contractor team as part of the construction 
contract) and environmentally sensitive 
projects. For example, the reconstruction 
of the Rowe Boulevard bridge over 


Weems and College Creeks new 
Annapolis is one of the initial projects to 
use an Environmental Monitor and has 
performed at a “B” average. 
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Due to highway construction impacts to 
forested areas, SHA was required to 
reforest 20 acres of forest. We exceeded 
the requirement by 34 acres. 


Managed the Environmental Operating 
Budget of $3.51 million to within 2.8%. 
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ENVIRONMENTAL STEWARDSHIP 


To Develop and Maintain MD State Highways in an Environmentally Responsible Manner 


Stewardship of Historic and Archeological | Stewardship of the Human Environment 
Resources 


e 1-95 through Maryland was designated as © Put $800,000 of federal money into use 


a section of the National Purple Heart Trail. for the Recreational Trails Program, by 
obligating 38 Recreation Trail Projects for 
e A project is underway to rehabilitate one FY 2005. 


of the historic bridges. Once it is complete, 

all 41 of these bridges will be structurally ^ *  Collaborated first design and construction 
sound. of a sound barrier by a detail-build 
contractor for the MD 30 Hampstead 
Bypass project. 
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ENVIRONMENTAL STEWARDSHIP 


To Develop and Maintain MD State Highways in an Environmentally Responsible Manner 


Stewardship of the Natural Environment 


FY2005 Annual Report 


SHA designed and constructed an 
unprecedented number of major highway 
beautification and reforestation projects 
valued at more that $2.6 million along the 
following routes: 


MD 100 

1-495 

1-370 

US 32 

1-695 

1-270 

MD 295 

MD 97 to MD 586 
US 50 

US 40 


oo0o0o0o0000 0 


Initiated the development of an 


environmental strategic plan focusing on 
environmental stewardship in construction 
and maintenance. 


Promoted safe, environmentally sound 
and efficient vegetation management 
practices at SHA’s 3" Vegetation 
Management Conference at the Office of 
Maintenance 
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Exceeded a goal to plant 125 acres of 
wildflowers by 27 acres (planted 152 
acres of wildflowers statewide) 


Connected Pocomoke Welcome Center to 
public sewer. Replaced aging on-site 
septic with environmentally friendly and 
low maintenance public sewer hookup. 


Continued an unprecedented effort to 
control Canada Thistle on SHA ROW. 
Treated over 650 acres of Canada thistle 
statewide. 


Developed a generic specification to allow 
for the use of recycled concrete or asphalt 
as fill material. 


Promoted environmental stewardship 
among SHA employees by holding SHA’s 
2" Annual Earth Day Event at 
Headquarters. 
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CUSTOMER SERVICE AND SATISFACTION 


To Provide Services and Products to Our Customers That Meet or Exceed Their Expectations 


How Well We Did 


Percentage of overall Maryland drivers? 


: : : fps acu Percentage of external customers rating 
satisfaction rating SHA *A" or *B 


SHA *A" or *B" on outcomes of projects 
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Achieved an overall satisfaction 81% of customers throughout the 
rating of “A” or “B” from 69% of state rated A or B as far as overall 
Maryland Drivers responding to the satisfaction following the 


construction of SHA projects in 


customer service survey. A new external . 
several locations. 


survey will be conducted in 2006. 


What We Did To Get There 


Percentage of external customers Media Relations 
rating SHA Rest Areas as “A” or “B” 


e Conducted six media training classes for 
60 more than 125 SHA employees and 
40 contractors. 
e Handled more than 2,200 media calls in 
2004, informing the public about SHA 
projects, safety initiatives and programs, 
2002 2003 2004 2005 ME . , 
Fiscal Year and incident/crash information. 
e Handled an additional 550 media calls 
related to winter weather. 


Exceeded our customer satisfaction 
target for SHA maintained rest areas 


with 87.796 of customers rating A or e SHA's annual Snow Show resulted in 12 
B for satisfaction with rest areas. As positive stories about winter season with 
long as the volume of traffic continues an ad equivalency of more than $500,000, 
to increase along the highway, the worth nearly $1 million earned media. 

performance of rest areas themselves e Wrote and sent more than ten editorial 


continues to be challenging as the 
continued use of the facilities places a 
burden on outdated utilities. 


responses on safety issues. 

e Issued more than 255 SHA press releases 
and media alerts about SHA projects, 
programs, awards etc. 
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CUSTOMER SERVICE AND SATISFACTION 


To Provide Services and Products to Our Customers That Meet or Exceed Their Expectations 


Responding to Customers *On the Road" 


Industry and Public Outreach 
and “In the Office” 


FY2005 Annual Report 


Responded to more than 35 major 
incidents, providing hundreds of live and 
taped interviews to the media. 

Staffed the Emergency Operations Center 
more than 20 days and nights 
(occasionally 24 hour shifts), providing 
information to the public for weather 
emergencies including snowstorms, floods 
and hurricanes. 

Customer service requests are responded 
to within 24 hours, with an average of 
2,000 customer service requests in a 
calendar year in District 3 and 1,659 
processed customer requests in 2004 in 
District 7. 

District 5 completed construction of two 
high profile projects on Maryland DOT's 
behalf, participating in the post tornado 
rebuilding efforts in the Town of LaPlata 
in Charles County. 

Responded to 152 noise related inquiries 
by citizens and elected officials. 

Published the — 2005-2006 Official 
Transportation Map which now, for the 
first time, includes elevation and 
bathymetry (water depth) information. 
SHA closed the Oxford-Bellevue Ferry 
due to structural issues on the Oxford 
landing; repairs were completed and ferry 
reopened to service in one day. 

o D3 R/W cleared the rights-of-ways 
required in compliance with the special 
provisions for the FDA project on MD 
650. Accelerated the R/W clearance 
process to enable construction activities 
to occur on MD 115 (Muncaster Mill 
Road) in coordination with the 
Montgomery County Public School 
system calendar. 


Page 32 


SHA continues to use public meetings 
extensively, on a broad range of projects 
throughout our headquarters and district 
offices as a means for communicating 
with communities. 

SHA held dozens of nighttime public 
meetings and hearings on projects and 
other subjects such as the Intercounty 
Connector (ICC), Express Toll Lanes and 
task forces for Rowe Boulevard, US 1, 
MD 166, MD 32, MD 45 and others. 
Updated content of the SHA website and 
worked on modifications for ADA 
compliance. 

Created “Road Ready 2005” construction 
brochure which is a traveler’s guide to 
Maryland’s highway improvement 
program. 

ITD implemented a web-based Automated 
Hauling Permits System upgrade. This 
allows SHA to accept, approve, and issue 
permits to customers over the Internet 
(online) to haul large loads across the state 
highways. 

All state agencies were mandated to 
provide 80% of their information and 
services on the internet by Dec. 31, 2004. 
SHA reached 81% completion by web- 
enabling 200 inventory items ahead of 
schedule. 

Implemented SHA Project Lifecycle 
System. As part of the eGov initiative, we 
combined 18 inventory items into 1 
project, which was to define and develop 
the appropriate method of presenting, to 
non-SHA customers, relevant information 
on the status of proposed and on-going 
highway development projects. 
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CUSTOMER SERVICE AND SATISFACTION 


To Provide Services and Products to Our Customers That Meet or Exceed Their Expectations 


Sharing our Expertise 


e Hosted several foreign visitors interested 
in SHA activities including delegations 
from China, Japan, and Iraqi ministry of 
Construction and Housing. 

e Hosted the National Annual meeting for 
the AASHTO Standing Committee on 
Quality in Annapolis. 

e Conducted tours of SHA facilities with 
other agencies, including the Secretary of 
the Department of Budget and 
Management. 

e Developed a series of “valuation 
workshops” for local public agency right- 
of-way staff around the state such as 
“Appraising Real Estate under the 
Uniform Act — The Long and Short of It.” 

e Acted as technical resources to 
Secretary’s Task Force looking at the 
concrete deck overlay failure on the Bay 
Bridge. 

e Educated Washington, DC DOT operators 
through training sessions and rotational 
opportunities at the CHART SOC and 
held a Washington, DC Region incident 
management conference in Fall 2004. 


Internal SHA Communications 


e Wrote, edited and designed three editions 
of Maryland Roads 

e The Office of Administration continued 
distribution of a monthly electronic 
newsletter, The Administrative Update, 
which has been a highly praised service to 
employees; for informing them about 
administrative programs available and 
changes in administrative procedures and 
providing tips or dealing with 
administrative issues and providing 
internal customer service contact 
information. 
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Several offices continued providing 
regular newsletters for their employees 
that are widely read and informative. 

The District 7 office achieved a 96% 
rating on overall customer satisfaction 
from internal customers. 

Handled 5,142 Information Technology 
service requests. This is a 5% increase 
over the previous year without adding 
additional staff. 


Community Outreach 


SHA supported the relief efforts resulting 
from the devastation of Hurricane Katrina. 
The SHA emergency response managers 
are working with MEMA to send 
equipment and staff to the areas in need of 
assistance. In addition SHA employees 
volunteered their time: 


o Five employees worked in Pascagoula, 
Mississippi repairing traffic signals 
and the supporting infrastructure 
relating to the signals under extreme 
conditions and long hours. 

o Two employees assisted the Greenbelt 
Police by driving a tractor and trailer, 
carrying equipment and members of 
the Greenbelt SWAT Team to 
Gonzalez, Louisiana. 

o Two drove to Louisiana, safely 
delivering the equipment and team as 
part of the evacuation efforts. 
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